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The NCDSS Strategic Planning Process Project Management Team met on March 8, 
2007, at 1:00 p.m. in Conference Room 274-A, NCDOT/NCFAST offices at 313 
Chappanoke Drive, Raleigh, NC. 
 
Members present were: 
David Locklear; Rod Walton; Kathy Sommese; Gloria Duncan; Joyce Parker; Belivia 
Aponte; Johnice Tabron; Laura Bryant; Linda Darden; JoAnn Freeman; Sandy Smith; 
Neil Walters; Teresa Turner; R. Patrick Betancourt; Paulette L Hernandez; Sandra 
Chestnut; Gary Nohr; Rudy Wilson; Carlotta Dixon and Astra Kirksey. 
 
Neil Walters began the meeting by welcoming everyone, reviewing the minutes, and 
reviewing the agenda.   
 
Linda Darden gave this Overview of NC-DSS Customer Service Committee:  
The Customer Service Committee is comprised of customer service reps representing 
each floor, 5, 7, 8 and 10 of the Albemarle Building and reps from Child Support 
Enforcement on Terminal Drive.  Phyllis Fulton is the lead person on the committee.   
 
Purpose 
To establish the principles and guidelines that promote customer service excellence 
throughout the Department of Health and Human Services. 
 
Policy 
Customer service is about the way any organization or business, including DHHS, 
responds to needs and requests from both outside and within the agency. A customer may 
be a North Carolina resident, someone from another state, another agency or business, or 
the person at the next desk. DHHS employees will make it a priority to anticipate 
customer needs and provide effective, resourceful and caring services while inspiring the 
highest level of customer trust. We will strive to deliver services and products that meet 
or exceed customer expectations. 
 
The Customer Service Committee generated a simple survey requesting 5 
ideas/suggestions to improve internal customer service issues and 5 ideas/suggestions to 
improve external customer service issues.  A drop box was set up in a designated area 
and a timeframe of  one week was allowed.  Responses were requested from all staff and 



were completely anonymous. Each customer service team rep was responsible for getting 
the information to and from staff in their areas.  The responses were gathered and 
reviewed and shared with EMT in the form of a memorandum.  Feedback was also 
requested from EMT so that we could report back to staff the results of the survey.  EMT 
wanted to see the actual handwritten survey forms so that they could read the actual 
comments.  The decision was made to type each comment verbatim and provide this to 
EMT. We never received an official response from EMT, but some effective changes that 
can be seen that were suggested in the survey responses were a dress code, which we now 
have; floor directories, which are being constructed at present; cleanliness of common 
areas and refresh building which has resulted in some cosmetic changes to the building 
and offices; alternative work schedules, to name a few.  At present the Customer Service 
Team is working on raising funds for future events which will foster positive internal 
customer service.  Sherry Bradsher/Joann Lamm are planning to be more visible at future 
meetings of Customer Service Team and receive feedback from each meeting.   
 
The next big committee meeting is scheduled for March 20th, 2007 from 11:00 until 3:00 
at the CSE Terminal drive location.  Everyone needs to bring there own brown bag lunch. 
The Survey committee will provide drinks and dessert. 
 
Logistics Group 
Teresa requested a LCD and Lap top be present at all meetings as well as markers, flip 
chart and tape. 
Dates for the big committee meetings are as follows: 
 March 20, 2007- 11:00 until 3:00 at CSE 
 April 10th, 2007- 1:00 until 4:30 at CSE 
 April 24th, 2007-1:00 until 4:30 at CSE 
 May 1st, 2007- 1:00 until 4:30 at CSE 
 May 15th, 2007-1:00 until 4:30 at CSE 
 June 8th, 2007-1:00 until 4:30 at CSE 
 June 26th, 2007- 1:00 until 4:30 at CSE 
 
Survey Group 
The Survey committee is requesting all suggestions for updates to the survey questions be 
sent by March 15th, 2007 to Paulette Hernandez.  There are presently 27 questions on 
the survey but no questions addressed the 7th core value. The committee will meet and 
finalize the questions for the survey prior to the big committee’s next meeting on March 
20th, 2007.  Carlotta’s only request to the committee was to make sure all 7 of the core 
values are used in the survey. 
 
Teresa then went over the progress we are making in following our Ground Rules.   
 
Members pointed out some areas where we were weak.  Such as: 
 Staying focused on what our goal is as a committee, 
 
Ideas to help us stay on task:  

Putting the 7 core values on a piece of paper that cab be posted at all meetings, 



  
How to give those that do not talk a lot or have to analysis a chance to speak? 
 Try to remember to raise our hand to be acknowledged to speak 
 Those that talk freely wait a few seconds before answering to give others a chance 
to talk 
 If you tend to hold back come in and speak those who jump out wait for a few 
moments 
 
Teresa states she has notice that wrong information has been going around about the 
purpose and intention of the Strategic planning committee 
 
Our purpose should be transparent to all 
 
We have to be supportive of each other 
Be supportive of the process  
Careful on how we report out 
 
Teresa wanted to know what our co-workers, managers and upper management are 
saying about what the Strategic Planning Committee is doing? 
 
We want to make sure we correct miscommunication that is being spread 
We show excitement and enthusiasm  
 
April 3rd Neil, Carlotta and Teresa have a meeting with EMT to ask for feedback on what 
they think are critical issues that the Strategic Committee needs to be addressing. 
We need to know what questions they want answered to make sure we are following the 
goals that this committee needs to accomplish.  If EMT is looking for specific feedback 
to particular topics the Strategic Planning Committee needs to know. 
 
FOCUS GROUP 
Waiting for the Survey to be completed but have set some estimated time lines for getting 
focus groups today and starting the process. 
The focus group will have as much real interaction as possible and travel is not a 
question. 
Same set of questions for all groups no matter where held. 
Focus group hopes to start by April 16th-20th with the groups. 
By the end of March want to be able to start inviting people to be a part of the focus 
group and set them up. 
 
COMMUNICATIONS GROUP 
Everyone is concerned about relaying information to all DSS employees in an adequate 
and timely manner. 
 
Setting up an actual email group for the communication group for questions, concerns, 
etc 



The email account could also be used for people to send feedback and for information to 
be sent out. 
It was suggested that Sherry’s email with the mission, vision and values should be sent 
out again to the DSS population. 
Send regular communication to staff every 2 weeks or biweekly 
Flyers could be sent to prompt people as to what is coming up. 
 
It was also suggested that the DSS web page be used to post a link for the survey, 
minutes and whatever information that needs to be sent to out by the strategic planning 
committee. 
    
Teresa asked if a monthly report should be developed to be sent to Sherry and JoAnn by 
the Data Analysis group. 
 
Laura asked if they receive the minutes since they give a time line of things that are 
having with each of the committees. 
 
The Telephone Directory for DSS is being worked on by the Program Compliance 
department under Jane Smith.  
 
Data Analysis Sub-Committee Action Plan 
Linda Darden - "Go-To" Person 
Rod Walton, Joann Freeman, Laura Bryant will be on task group. (Kathy Sommese will 
be going out on maternity leave shortly.) 
Outside resource people may be brought in to analyze data.   
Equipment needs include a subscription to Survey Monkey. 
Our committee is the last hands on committee and our work is conditioned upon every 
other committee’s completion of their tasks.   
Each person in our committee is dedicated to contributing whatever skills and abilities 
that will help achieve our goal as SPC.  Each person will support the tasks by utilizing 
whatever skills and abilities and being active and enthusiastic members of SPC.  Progress 
will be reported via notes, meeting minutes, and open reporting to larger group. 
 
All Sub-Committees did an excellent job of presenting their action plans.  Teresa, 
Carlotta and Neil gave each committee some suggestions and instructions on information 
that needed to be changed or updated on their action plan.  Every committee was advised 
to make the necessary changes and bring back the finalized action plan to the big 
Committee meeting on March 20th at CSE. 
 
Before adjourning Teresa instructed all committees to determine when they would meet 
again before any members left that afternoon.   
 
 
 
 
 



Refreshments for the remaining meetings will be arranged by the committees on the 
following dates: 
 
  Survey      March 20, 2007 
  Focus Group     April 10, 2007 
  Communications    April 24, 2007 
  Data Analysis & Reporting   May 1, 2007 
  Logistics      May 15, 2007 
  Survey/Focus/Comm.    June 13, 2007 
  Logistics & Data Analysis & Reporting June 26, 2007 
 


